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The topics of employee motivation, satisfaction, and engagement play a central role in 
the field of hotel management both practically and theoretically. This is because of the 
simple fact that employees are a fundamental component of service delivery. Although the 
physical environment, systems, and processes are also among the critical components of 
the service delivery, their utility depends on the energies and capabilities of human 
resources. The hotel industry is a labor-intensive industry, in that most services cannot be 
provided without the presence of human resources. It is the human element that delivers 
services. In the delivery of these services, a motivated, satisfied, and engaged employee is 
a primary concern. Therefore, measuring employees' job satisfaction and identifying their 
engagement is very important, as customer dissatisfaction or satisfaction, with the services 
provided, may be influenced by employees' dissatisfaction or satisfaction. It, therefore, is 
important to emphasize that as a labor-intensive industry, human resources clearly plays 
an important role in the delivery and maintenance of excellent service. 
As an example, I chose Belmond Grand Hotel Europe (Saint-Petersburg, Russia) where I 
have investigated the level of job satisfaction among hotel employees from the Front Office 
department. Specifically, the research investigated the motivational factors, level of job 
satisfaction, and engagement among hotel employees.  
The research employed a quantitative approach in the form of a survey with data being 
gathered via questionnaire. The research used a convenience sample of 23 participants 
from two outlets: Human Resources and Front Office. The research found that the three 
most important motivational factors are ‘good/high wages’, ‘job security’, and ‘opportunities 
for advancement and development’.   
The research offers some important insights for hotel managers of Belmond Grand Hotel 
Europe. 
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1 Introduction 
In this thesis, I have investigated the problem of inconsistency between remuneration and 
competencies of employees working in the hotel business in Russia. Specifically, I want to stress 
attention to the Front Office department and its employees and show that such a problem can 
lead to high staff turnover in this outlet of the hotel. 
This problem could be viewed through the examples of Grand Hotel Europe - one of the 
most prestigious hotels in St. Petersburg. But despite the fact that the company is successfully 
developing, has a well-formed client base, well-established technological processes, standards in 
staff selection, and employee orientation programs - there is a misunderstanding by the staff of the 
relationship between their competences and remuneration. So, employees lose their motivation and 
desire to continue working in the organization for the reason that they consider their work to be 
underestimated. 
The harmfulness of the problem is that if the company does not seek the ways to retain its 
employees it will incur losses, lose market positions, and its popularity among applicants. It is 
important to remember that firm's efficiency is the result of the work of its staff. The success of the 
Grand Hotel Europe relies entirely on its team. That is why it is important to pay attention to 
employees and to have the intention to develop their talents and skills and to keep employees in 
the company. 
The topicality of the problem under consideration is obvious — as turnover causes 
significant economic losses and also creates organizational, personnel, technological, and 
psychological difficulties. The company has to constantly look for new employees, spending funds 
on search and advertising, as well as on the training for the new employees. 
Timeliness of addressing the problem of staff turnover is crucial as of today there is a 
great competition in the hotel industry. More and more hotels are opening, gaining momentum, and 
becoming more and more popular and prestigious. The Grand Hotel Europe belongs to the group of 
luxurious hotels under the auspices of  Belmond company - this brings the hotel all kinds of 
bonuses in the form of a bigger presence on the Russian business market and expansion of the 
business with minimal investment in hotel development. But if the company continues to have a 
large turnover of staff this will lead to the loss of trust by both customers and employees. As a 
result, the hotel may “get lost” among other hotels and lose its brand name. 
Thus, the purpose of the work is to investigate which specific competencies are important 
for the position of the Receptionist and how satisfied is the staff on this position with their earnings. 
To achieve this goal the following tasks are stated in the work: 
1) Define the concept of competence 
2) Consider the impact of competence assessment on wages 
3) Identify reasons for Front-desk employees’ dissatisfaction 
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4) Conduct a survey by the questionnaire method to identify necessary competencies for the 
position of Receptionist 
5) Determine the strategies that could be adopted in order to increase the level of motivation 
and satisfaction of Front-desk staff. 
 
The object of the study is the competence of the staff. 
The subject is the employee compensation system that evaluates their competencies. 
Using the questionnaire method, one can easily find answers on necessary and thorny issues. 
Using the obtained data, it is possible to solve a lot of problems of the organization, such as: staff 
turnover, misunderstanding between management and line employees, the necessity of such 
decisions as downsizing, implementation of innovations, improvement of bonus and incentive 
systems, etc. 
The obtained data can be used to create a clear structure reflecting on the relationship between 
staff competencies and the remuneration system, reflect their dependence, and visualize the 
relationship between remuneration and competencies. It could help management to show the 
employees the criteria that underpin the formation of the remuneration system. This in turn will help 
to reduce layoffs due to the fact that staff will adequately evaluate both their competencies and the 
amount of remuneration they get.  
 
2 Presentation of the Belmond Grand Hotel Europe  
2.1 Introduction and current location  
Grand Hotel Europe is playing a significant role in the life of St. Petersburg for more than 
135 years already. It is located in the very center of the city next to Nevsky Prospekt and close to 
busy business districts with a huge number of different restaurants, bars, cafes, and entertainment 
venues. But if you walk a few meters further you will find yourself in a park and on a quiet street. 
Hotel is located opposite to the St. Petersburg State Philharmonic named after Shostakovich, next 
to the famous Hermitage Museum and in close proximity to the Russian museum that owns a huge 
collection of Russian fine art and the Mikhailovsky Opera and Ballet Theater. World-famous 
museums are also located nearby: Ethnographic Museum, Pushkin House on Moika Embankment, 
12, Mikhailovsky Castle, Mikhailovsky Garden, Summer Garden. Famous shopping malls “Gostiny 
Dvor” and “Passage” are within the walking distance and are rather popular among city guests. 
It’s hard not to mention the luxurious interior which combines exquisite antiquity and modern 
comfort. After a complete reconstruction Grand Hotel Europe regained the status of the best hotel 
in St. Petersburg and increased the level of comfort and luxury.  
The hotel has 301 rooms of which 211 are standard rooms, 20 junior suites, 16 rooms with terrace, 
23 two-story suites, 23 two-room suites, 6 apartments, and 2 presidential suites. Most of the rooms 
  
3 
 
have been completely restored with the use of modern technologies. All rooms are equipped with 
television, internet, and telephone, air conditioning, minibars.  
All rooms, restaurants, and other premises of the Grand Hotel Europe are furnished with 
antique furniture, paintings, and sculptures that served as decoration of the hotel’s interiors even 
before the revolution in 1917. Each room is decorated with original paintings and engravings that 
depict attractions and landmarks of St. Petersburg and all bathrooms have mirrors in sculpted 
frames. 
The building of the Grand Hotel Europe is under state protection as it is a historical landmark. 
One of the most attractive features for hotel guests is the combination of modernity and 
antiquity. Among Grand Hotel Europe’s guests are politicians and statesmen, film actors and 
popular pop artists. Among other things that attract the guests are an impressive list of additional 
services, a high level of service, the hospitableness of hotel employees, and the highest culinary 
skills of the hotel chefs as well. All this helps to maintain the status of a luxury hotel and makes this 
place unforgettable. 
The hotel has everything necessary for the comfort of guests. There are five restaurants 
which are representing unique culinary masterpieces from leading chefs from around the world, a 
lobby bar with extraordinary cocktails, and a café with incredible desserts. The guests are provided 
with 24-hour room service, including daily housekeeping and 24-hour laundry. The hotel offers a 
business center equipped with computers and faxes, as well as the services of translators and 
secretaries. Naturally, there are banquet and conference rooms for lavish celebrations, a fitness 
room, pool, sauna, and solarium, as well as hairdresser, manicure, and masseur services. Guests 
could be provided with comfortable cars and limousines and even go on various city-tours on 
personal excursion buses. There are also all kinds of os other services available such as clothing, 
souvenir, and jewelry stores; flower shop, postal services, etc. 
Among the hotel guests were such famous people as P. I. Tchaikovsky who spent his 
honeymoon here in 1877 and I. S. Turgenev who loved to stay specifically at this hotel. Maxim 
Gorky, Bernard Shaw, and Grigory Rasputin dined in the hotel's cafes and restaurants. GHE is the 
place where Dmitry Shostakovich performed the Sonata to Sergei Prokofiev. 
The Grand Hotel Europe hosted the descendants of the royal families of Malaysia, Great 
Britain, Norway, Denmark, Holland, and members of the Romanov family. 
Also among the guests were - Mikhail Gorbachev, Jacques Chirac, Bill Clinton, Helmut Coll, 
musicians, and artists - Elton John, Galina Vishnevskaya, Montserrat Caballe, Whitney Houston, 
Mstislav Rostropovich, Claudio Abbado, Julio Iglesias, Placero Fondingo, Sharon Stone.  
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2.2 History of the Belmond Grand Hotel Europe 
Throughout its history, Grand Hotel Europe has repeatedly changed its status and names 
but in one form or another name of the hotel always emphasized its connection with the standards 
of hospitality, traditions, and etiquette of guest service. 
The hotel was built in the 19th century in the 20s. It was conceived in 1824 and soon it was 
built. The facade was overlooking the Nevsky Prospect. In 1825 two more buildings were added the 
windows of which overlooked Mikhailovskaya Street. After 5 years, in 1830 according to the project 
of Carlo Rossi buildings were united by a common facade. 
In 1872 the hotel had the name "Europeyskaya". A few years later a joint-stock company 
that owned the hotel by that time started reconstruction of the building and decided to rename the 
hotel to "Hotel de l’Europe". Reconstruction work was carried out under the guidance of architect 
Ludwig Frantsevich Fontan and was completed in 1875. 
In the post-revolutionary years (1919) the name was again changed and the hotel was 
called the “House of Soviet Servants” and was a shelter for orphans. Later the premises were again 
converted into hotel rooms and the name "Europeyskaya" was returned. 
With the passage of circumstances from 1932 to 1934, hotel rooms became the place of 
residence of Soviet officers. Also during the first blockade winter hotel became a hospital. 
In 1945 the building acquired the status of the hotel again. Five years later the architect Ivan 
Georgievich Kaptsyug carried out restoration work and after them, the facade overlooking Nevsky 
Prospect was renovated in the Rossi style. 
In 1989-1991 Russia in cooperation with Sweden has founded the company CJSC Europe 
Hotel. In January 1989 Europeyskaya hotel was closed for restoration which was carried out by the 
architect Victoria Struzman. By the end of 1991, the renovated Grand Hotel Europe opened its 
doors preserving the splendor and charm of antiquity. 
Since 2005 Grand Hotel Europe has become a part of the world-famous hotel chain Orient-
Express Hotels. 
From 2005 to 2008 the third stage of the hotel restoration was carried out with a total 
amount of 2 million US dollars investment. The author and designer of the renovation of the hotel 
rooms and cafe was Michelle Joinet - a designer from France. 
Exceptional service, local color, unique atmosphere, and comfort have become the hallmark 
of the hotel. In 1994 the Grand Hotel Europe took first place among other hotels in Russia and was 
included in the register of the "Best Hotels in the World". 
 In November 2009 in London at the World Travel Awards ceremony, the Grand Hotel 
Europe was recognized as the most luxurious hotel in Europe and the world. 
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2.3 The Belmond company 
Belmond company was previously called Orient-Express Hotels Ltd. and was established in 
1976. The business began in Italy with the acquisition of the Cipriani Hotel in Venice. The next 
object of business was the Venice Simplon-Orient-Express train that after a long break has been 
restored and resumed its popular route London-Venice. These two acquisitions were fundamental 
because from that moment the owners of the company began to invest in exclusive trains, river and 
cruise ships, luxury hotels, and luxurious restaurants. 
Belmond has more than 50 business units in its collection located in 25 countries around the 
world including Italy, France, Spain, England, South Africa, Mexico, Southeast Asia, and Indonesia. 
It is also worth saying that Orient-Express is the only hotel brand in the world with its own cruise 
liners and trains. 
The company managed to collect a unique and inimitable collection around the world. Each 
hotel, restaurant, train, and cruise has an individual style and recognizable name. All hotels of the 
chain are distinguished by special attention to details, extremely comfortable rooms, the desire to 
preserve the flavor and local atmosphere. 
Belmond is for such travelers who have excellent taste and know what they want as this 
company will provide them with an exclusive and unforgettable vacation in the hotels of their brand. 
The company does not stand still and continues the search for new objects, striving to provide 
unique enterprises around the world. 
Since February 10, 2005, Belmond (former Orient Express) came to Russia and started to 
manage the Grand Hotel Europe. At the time of the purchase of the hotel, Orient-Express planned 
to update and renovate the entire Grand Hotel Europe. In addition, it was planning to purchase a 
neighboring building and subsequently increase the number of hotel rooms. 
By 2012 Orient-Express had completely succeeded in the implementation of its plan. Today 
the Grand Hotel Europe offers the highest level of hospitality and does not have analogs in Russia. 
You can easily say that the hotel is the best in St. Petersburg. 
 
2.4  Organizational structure of the Belmond Grand Hotel Europe 
The main characteristic of the organizational structure of the hospitality industry is the 
totality of jobs, production units, governing bodies, positions, and of course forms that ensure the 
achievement of the strategic goals of hotels. 
The organizational structure is formed on the basis of the requirements ensuring its 
competitiveness, economic efficiency, feasibility, and rational cooperation. 
Based on the organizational structure of hotel business enterprises the main key components are 
distinguished: the management structure and the production structure. 
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The management structure implies technological relationships between functional units 
(shifts, teams, services) and management levels at which effective management is used. 
 When managing the structure of the hotel it is necessary to optimally distribute tasks and 
goals between each individual employee of the enterprise and structural units (shifts, teams, 
services). 
The management structure of a hotel enterprise can be determined using the hotel’s 
management bodies and the nature of their specialization, namely using management tasks and 
forms of coordination of the activities of these tasks. The management structure of the hotel should 
be fixed by the Charter of the enterprise as well as documented by job descriptions (including all 
levels of management) and special provisions of the service industries. 
From the organizational structure of the hotel Grand Hotel Europe, we can conclude that it 
is linear-functional in nature and has a managerial division of labor, i.e. linear links - command and 
functional - advise helping in the development of tasks and the preparation of programs, plans and 
solutions. 
With this type of organizational structure, the heads of functional units exercise formal 
influence on production units. The tasks of the functional services include: technical preparation of 
production, preparation of solutions to problems/issues related to the production process. 
The structure of the “Grand Hotel Europe” can be represented as a clear hierarchy of management 
within which all employees occupy a specific place in accordance with their status.  
At the bottom of the hierarchy are employees who are directly engaged in work. These 
include hotel production staff. 
Personnel management is carried out by managers who according to their functional duties 
and responsibilities can be divided into three levels: 
1) Managers who manage the activities of individual employees but do not control the activities 
of others; 
2) Managers who manage the work of other managers and they are those employees who find 
methods for solving the most important problems; 
3) Top managers who are responsible for the formulation and setting of the global tasks of the 
enterprise, they also formulate a strategy for the internal values of the hotel and its 
developments. 
 
This hotel structure is inherent in: 
-  clear delineation of responsibility and competence; 
- simple hierarchical communications; 
- fairly simple control; 
- quick and economic forms of decision making; 
- personified responsibility. 
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It is also worth adding that these days in order to remain flexible the hotel management 
system must be competitive. At the Grand Hotel Europe, it has such characteristics as: 
• small units with qualified personnel; 
• small number of control levels; 
• production of services and organization oriented to the guests. 
 
The effectiveness of the company depends on the results of the work of all personnel. The 
Grand Hotel Europe owes its success to an international team of professionals who are well aware 
of their business, are competent and dedicated employees. The attention to each employee, the 
desire to develop, the capabilities and talents of everyone make the Grand Hotel Europe a special 
and welcome employer. The hotel has created a wonderful working atmosphere so that everyone 
feels pleasure and comfort going to work every day. 
The successes of employees and their innovations help the company to progress, improve 
standards, and customer service. In each department of the hotel staff is carefully trained and 
informed and each new employee is provided with an introductory and a fire safety briefing. This 
approach helps employees develop their careers and enjoy their work. 
 
2.5  The Departments of the Belmond Grand Hotel Europe 
General Manager is a key link. This person manages the hotel, controls the work of all 
departments and services, maintains favorable relations in the team. He/she is responsible for the 
quality of the service provided to hotel guests and for maintaining the services at the proper level 
which must comply with the standards of  Belmond company.  
The catering service is responsible for all restaurants, cafes and bars, banquet services, 
kitchen, floor service and stewarding service. The stewarding service is responsible for ensuring 
the cleanliness of the kitchen, cutlery, dishes, warehouses, bars, cafes, restaurants, banquet 
facilities, and office canteen. 
The Front Office department includes two more outlets: the Housekeeping department and 
the Reception. The reception service is responsible for the registration and check-out of guests and 
acts as a business card of the hotel. Employees of this department are among the first who meet 
guests and are in constant contact during their stay at the hotel and are the last to see the guests 
off. This department includes: reception, concierge service, drivers outlet, and business center. The 
Housekeeping department controls the cleanliness of floors, public areas and spaces, and hotel 
rooms. This service includes: laundry, dry cleaning, maid service, and sports center. 
The administrative divisions of the hotel include: HR department, Technical department, 
Accounting, IT and Sales & Marketing department. 
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The responsibilities of the Technical department include monitoring the health of all 
technical mechanisms and devices available in the hotel as well as the operation of the hotel 
building. 
The HR department is engaged in the hiring and dismissal of hotel employees, it is 
responsible for all legal issues, for retraining and staff training. This includes the human resources 
department, personnel training department, security service. The security service is responsible for 
maintaining discipline and security at the hotel. 
Accounting department includes: office of the chief accountant, office of the main cash desk, 
bureau of debtors, credit bureau. This outlet executes financial documents, conducts financial 
calculations, maintains company balances, and controls the procurement and movement of goods. 
The billing department, price control department, purchasing department, and cash desk are 
subordinate to the accounting outlet. 
The Sales and Marketing department is engaged in the development of the pricing policy of 
the hotel, the organization of advertising companies, and market research. It includes: sales 
department, marketing department, reservation service, and public relations department. The PR 
department manages press service. The reservation service is engaged in booking rooms and 
processing requests for groups and individuals. 
The duties of the IT-outlet include monitoring the health of the entire hotel's computer 
system, key, and lock-coding systems. 
When analyzing the functioning of various departments of the hotel it follows that the Grand 
Hotel Europe has a matrix management structure. The use of the matrix structure in the Grand 
Hotel Europe has its positive aspects: 
• Special competences and knowledge of employees at all levels are used most effectively; 
• Due to the partial autonomy of the groups, hotel employees have well-developed decision-making 
and professional skills; 
• Through the principle of dual subordination, the hotel has improved its control over the tasks of all 
projects; 
• All works are organized in a way that each project has a “curator” who acts as a center of 
concentration and solution of all issues related to the project, this significantly helps to reduce the 
time for solving problems associated with the project program. 
 
With all the positive aspects of the matrix structure there are negative trends: 
• Between program or project managers often arises conflicts; 
• Due to the factor of double subordination the responsibility for the assignments of projects is 
blurred; 
• It can happen that some of the rules or standards adopted by functional units may be violated due 
to the non-involvement of some employees working on a project or program in their unit. 
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2.6 The hiring process and requirements 
Grand Hotel Europe has a very friendly and welcoming team. When a person first gets to an 
interview he is greeted with a smile, escorted to a place where you can prepare and fill out a 
questionnaire. The interview is conducted in Russian and English as almost all positions require 
knowledge of a foreign language because most of the hotel guests are foreigners. 
The hotel maintains high standards of service (standards of Belmond Company) and high quality of 
services provided by employees. 
If after the final interview with the General Executive, a person is hired - everything will be 
explained in detail about further actions both on the part of the employer and on the part of the 
employee. 
The service worker must be a friendly and open person. He is the “face” of the company 
and it depends on him whether the visitor will return or not. A smile on the face attracts, liberates, 
and disposes of hotel guests. You cannot be rude or inattentive; all personal issues and problems 
should be left “outside the door of the hotel”. 
For this reason, the GHE has strict selection criteria. During each interview, a specialist 
from the HR department asks the applicant to describe problem cases at his previous job, asks 
leading questions. Based on collected data he draws conclusions about the candidate’s 
psychophysiological warehouse. It is important to be able to adapt to stressful situations and 
irregular working hours. 
The criteria for the applicants are quite strict. People with higher education are hired. Line 
personnel may not have higher education but people with a diploma are accepted for positions 
such as the administrator or hotel manager. 
Working experience is also quite an important moment during decision-making. For such 
positions as maid, cleaner of public premises or doorman people can be hired without any specific 
experience. But age restrictions are applied to some positions. For example, women over 50 years 
old will not be offered to take a maid’s work as it is very hard physical work and it is essential to be 
an enduring man. Positions at Front Office are mainly taken by young, smiling, and cheerful people. 
Most of them are students who like no one else can cordially welcome a guest and answer any of 
his questions. 
English knowledge is mandatory for almost all hotel staff with the exception of cleaners, 
cooks, and dishwashers. For maids and laundry staff, the criteria for language proficiency is lower, 
so staff on these positions could speak just an initial level of English. All other employees, however, 
must be fluent. 
The hotel has strict standards of appearance for all staff. Each employee should look neat 
and keep his uniform clean and ironed. Women are not allowed to wear bulky and bright jewelry, 
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hands should be well-groomed and the color of nails must be in natural shades, hair must be neatly 
put back and only black shoes with low heels are allowed. Employees from the Sales and PR 
departments are allowed to wear bright blouses, elegant jewelry, and high heels. For men it is 
important to wear black shoes and sock, have a short haircut and be clean-shaven. 
During the first weeks, a mentor will be assigned to a new employee who will advise and 
prompt if a newcomer encounters any difficulties. Each novice worker will be invited to attend an 
introductory course which takes three days and includes an introduction to service standards, 
history of the company, acquaintanceship with heads of all departments who conduct small 
presentations about their outlets, explain the main responsibilities of them and answer questions. 
These induction days are rather important for newcomers as they help people to feel themselves 
easier in an unfamiliar environment, relax, and get to know each other better. A lot of people make 
friends on such days with whom they communicate during the whole working period.  
It is necessary to take into account the competencies of each employee individually and 
compare the existing skills and abilities of an employee with what is necessary for his position and 
growth. For example, if you consider a person holding the post of Receptionist you can distinguish 
a wide range of important competencies for this position, such as: English proficiency at a high 
professional level; practical knowledge of working with office equipment; the ability to quickly and 
constructively solve sudden problems and conflicts, initiative and enterprise, ability to act according 
to the rules and norms of labor protection, safety measures, industrial sanitation and fire protection; 
the ability to search for new approaches to solving well-known problems, as well as mastery of 
verbalization techniques and the basics of business ethics. 
An employee with all of these competencies is a very valuable person and the employer 
must be interested in being able to keep him in the enterprise. 
 
2.7 Benefits of working at the Belmond Grand Hotel Europe 
The hotel offers: 
1) Training, free meals, and uniforms. Each employee of the company receives a uniform 
that he can give to dry cleaning at the hotel (the service is for free). The hotel has 6 separate locker 
rooms for women and men where employees share one locker for two. In connection with the 
specifics of the activity and the mode of functioning of facilities, the company makes surcharges for 
catering to employees in the performance of their duties. The hotel provides free meals – early 
breakfasts, breakfasts, lunches, and dinners. 
2) Official employment, full social package. 
3) Convenient working schedule. It is compiled taking into account the wishes and abilities 
of the employee to work on certain days. 
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4) Career opportunities in an international company. The most successful and efficient 
employees have the opportunity to be transferred to any other hotel of the chain to the same 
position or another but similar to it. 
5) The ability to stay at hotels of the chain with a special rate for employees (Staff Rate). 
 
Also, as a motivating factor, the hotel dives an opportunity to have a free vacation for 1 day 
at the Grand Hotel Europe in Saint-Petersburg. Accommodation and meals are free. This vacation 
can be obtained by every employee of the hotel who has worked in the hotel for at least 6 months.     
Accordingly, after 6 months of work, a paid vacation is offered every six months. At the 
same time, each employee chooses a convenient period for a vacation which should be agreed 
with the head of his department and make sure in the HR department that these dates are vacant. 
In the course of work employees constantly improve their qualifications. For example, there are 
compulsory training courses for managers and heads of the departments, where the employees are 
taught skills of time-management, the ability to set the right tasks to their subordinates, the art of 
excellent service, and much more.  
Every two-three months the HR department provides training to each outlet of the hotel with 
the aim to maintain and develop the quality of service and staff knowledge. Thereby, maids can 
additionally attend English classes and start learning or improve their skills. Such courses give a 
chance for employees to build a career in the hotel business. 
The longer a person works in a company the greater is the likelihood of his advancement in the 
career ladder. In addition to the duration of the work rather important factors are the employee’s 
behavior, ability to work, desire to contribute something new, and the quality of work.  
But despite the career prospects staff turnover (especially in the service sector) is great. This is due 
to the fact that for example maids and waiters are engaged in heavy physical labor. In addition, 
their work is related to stress and irregular working hours. Many employees combine their work with 
study at the university. In addition, the wages of these employees are very low: the waiters receive 
between 22.000 and 25.000 rubles; bartenders about 27.000; doorman – 18.000 rubles; maids – 
22.000 – 25.000 rubles; laundry staff from 16.000-18.000 rubles. It also plays an important role that 
it is psychologically difficult for employees to see the luxury and services that are not available to 
them. 
Therefore, the hotel management simply needs to take care of creating a friendly atmosphere 
among employees. All kinds of motivation options are also able to reduce staff turnover. It is 
important to remember and take care not only of the hotel guests but also of each employee each 
one of whom should be respected and valued. 
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3 Theories of Employee motivation and level of satisfaction 
In order to understand what could influence the employees’ motivation and increase their 
efficiency better, we must take into account their needs and goals. While it is quite common that 
people take Front-Desk positions as a temporary job, any employer should not take its worker for 
granted as it will eventually lead to a drop in service’s quality. Various sociologists have indicated 
that financial stimulation is not the only factor that should be considered here. Recognition, 
personal growth, and a sense of achievement among many other factors also play an important 
role. By fully recognizing these factors an employer could - on one hand  - improve the lives of its 
employees, and - on another - gain a better level of service and take its business to the next level. 
 
3.1 Definition of Employee motivation and satisfaction 
The concept of motivation was defined by diverse authors in different ways. For instance, 
Robbins and Judge (2007, p.186) have defined it as “the processes that account for an individual’s 
intensity, direction, and persistence of effort towards attaining a goal”. Furthermore, according to 
Cole (2002), motivation is a very important driver to enhance the efforts of the employees. Also, 
Stoke (1999) mentioned that motivation is a human psychological distinctive that contributes to 
increasing the person’s level of promise. Consequently, motivation is a procedure of satisfying 
individuals’ different expectations and needs; accordingly, managers should analyze and be aware 
of those unique, employee needs. 
 
According to Simons and Enz (1995), motivation is a significant factor that influences job 
satisfaction among workers. It is of utmost importance for corporations to apply employee 
motivation within their organizations in order to improve the performance of the employees and 
reduce turnover rates (Carter, 1997; Honore, 2009). Data from several sources have identified the 
motivation importance in terms of both the organization and the individual (Ganta, 2014; Latham & 
Pinder, 2005). For instance, in terms of organization, motivation leads to challenging attitude and 
optimism at work, motivated employees lead to making the team empowered and the more is the 
individual employee and teamwork contribution, more successful and profitable is the organization. 
On the other hand, in terms of individuals, motivation helps to reach personal objectives, it leads to 
job satisfaction, and it 
assists the individuals in self-development. (Siu, Tsang, & Wong, 1997). 
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3.2 Theories of needs and source of motivation 
 During the last century, the term “work” was no longer associated with hard physical labor only 
and it became obvious that there was more to employees’ motivation than just giving them the 
opportunity to support themselves and their families. Various studies were made to determine 
human needs and how these needs were evolving. Not only these studies showed, that the 
financial stimulation itself was not enough to motivate the worker, quite often the outcome of work 
was primarily dependent on non-financial matters.  Through the years the current understanding of 
human motivation was formed and it should be considered by all HR departments in order to create 
better working conditions. 
 
3.2.1 Maslow' s Hierarchy of Needs 
Abraham Maslow (1908 - 1970)  is perhaps the most cited of all motivational theorists. His 
theory states that people are motivated to satisfy their needs in the following hierarchy: 
physiological, safety, social, esteem, self-actualization. According to Maslow, individuals are 
motivated by the lowest, most basic, unsatisfied need in this hierarchy (physiological and safety 
needs). Once a level of needs is satisfied, the individual will move upward to achieve the next level 
of needs. He climbs up and finally reaches the top of the level of the hierarchy of needs which is the 
self-actualization needs. The conclusion of Maslow's theory is that all individuals have basic needs 
that they strive to fulfill in the course of their lifelong efforts to realize their hopes and aspirations. 
 
3.2.2 McClelland's Theory of Needs 
According to McClelland's theory of needs, people have three basic needs: 
1) Need for achievement: The drive to excel, to achieve in relation to a set of standards, 
to strive for success.  
2) Need for power: The need to make others behave in a way that they would not have behaved 
otherwise.  
3) Need for affiliation: The desire for friendly and close interpersonal relationships (Stahl, 1986). 
 
Therefore, individuals with a high need to achieve prefer job situations with personal 
responsibility, feedback, and an intermediate degree of risk. Also, people with a high achievement 
need are interested in how well they do personally and not in influencing others to do well (Robbin, 
1993). 
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3.2.3 Herzberg's Theory of Motivation 
Frederick Herzberg introduced a "two-factor motivational theory" which deals with 
motivators and demotivators. Herzberg asserted that we cannot begin to motivate someone until 
the things that dissatisfy that person have been removed. Salary, working conditions, and 
supervision are not motivators even when they are met. They simply help keep a person from being 
dissatisfied.  
Dissatisfiers can also include company policy, poor interpersonal relations, and job security. 
Meeting lower-level needs of employees is not motivating, and can actually be de-motivating when 
not met. It is only when we begin to meet someone's higher-level needs that motivation truly kicks 
in (Herzberg, 1990). 
 
3.2.4 Theory of Personal Causation 
DeCharms's Theory of Personal Causation supports Herzberg's Two Factor Theory. 
DeCharms states that the primary motivation of humans is the need to effectively cause changes in 
the environment. Most people do not want to have their lives manipulated by others. People value 
most highly the behavior that they believe they have originated themselves rather than the behavior 
they perceive as having been imposed upon them. Students, for example, are more likely to 
remember the insights they "seize themselves in the process of a class interaction rather than the 
insights a teacher spoonfeeds them in a lecture" (Rosenbaum, 1982). In the same way, a 
supervisor who encourages employees to originate their own work and who actively listens to and 
has respect for their ideas is ensuring that the employees will value that work more highly. 
 Employee turnover has been a large problem in the hospitality industry and some of the 
reasons cited are low compensation, inadequate benefits, poor working conditions, and poor worker 
morale and job attitudes. Byrne (1986) highlights that as well as by its high labor turnover and 
intensive nature, the hotel industry is characterized by low job security, low pay, shift duties, and 
limited opportunities for promotion. The studies of Simons and Enz (1995), and Riley and Dodrill 
(1992) added that these characteristics seemed to be more extreme in the seasonal sector. Even 
though hospitality employees are not a homogeneous group they share a number of common 
characteristics: a wide range of skills are required but there are also high numbers of unskilled staff; 
staff may live on the premises; many employees are poorly paid; staff often expect to work long and 
“unsocial” hours; there is a large proportion of female, part-time, casual and foreign staff; labor 
mobility and turnover are high. Consequently, the analysis of employee needs in the tourism industry 
constitutes one of the main presuppositions both for understanding their attitudes and motivating 
factors, and for designing an incentive system that will contribute to the improvement of 
organizational performance.  
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One of the most influential approaches that tries to explain the phenomenon of work 
motivation is an analysis of people’s needs. One of the very clearest analyses of people’s motivation 
is contained within the principles of scientific management. Taylor (1991) argued for the importance 
of selecting only the best workers, ensuring that they are treated and work as individuals, and paying 
them only for what they produce underlying the significance of just transactional and economic 
relations between employers and employees. However, there is no straightforward relationship 
between pay and effort, and Maslow (1943) and McGregor (1960) argued that work motivation has 
also psychological roots that were never taken into consideration in Taylor’s philosophy.  
Maslow (1943) argued that humans have a hierarchy of needs that range from the low-level 
and basic (such as a need to eat and sleep) to the high-level and complex (for example, a need for 
self-fulfillment). Moreover, McGregor (1960) suggested that conventional Taylorist practice was 
underpinned by a profoundly pessimistic theory of motivation (“Theory X”), underpinned by the 
assumption of bored employees who dislike work and need correction to be productive. While 
acknowledging that the assumptions of Theory X may hold true under a limited set of conditions, he 
argued that work motivation was much more commonly underpinned by employees’ self-generated 
drive to better themselves and fulfill their own potential (“Theory Y”).  
McGregor (1960) argued that the traditional organizational practice approach place too much 
emphasis on the role of lower-order needs as motivators of workers’ beliefs. In contemporary 
Western society, the physiological and safety needs of most workers are satisfied and this means 
that their behavior is more commonly motivated by higher-order needs. Moreover, Alderfer (1972) 
distinguished between a person’s needs for existence, relatedness, and growth. McClelland (1987) 
argued that motivation to work reflects a higher-order need for achievement which was different from 
tow other lower-order needs, the need for affiliation, and the need for power. 
Similar ideas to these are also central to Herzberg’s (1966) motivation-hygiene theory which 
proposed that managers should put their energies into providing avenues for the satisfaction of 
employees’ personal needs in order to get the best from them. According to the theory, people have 
two major types of needs: hygiene needs, which relate to the context in which work is performed. 
These include work relationships, working conditions, supervision, salary, company policies, and 
administrative conditions, status, and security. When these factors are unfavorable, then according 
to the theory, job dissatisfaction results. However, the fulfillment of hygiene needs cannot itself result 
in job satisfaction, but only in the reduction or elimination of dissatisfaction. On the other hand, people 
have motivator needs which are related to things involved in actually doing the job. These include 
achievement, recognition, work itself, responsibility, advancement, and growth. According to the 
theory, the factors that lead to job satisfaction are those that satisfy an individual’s need for self-
actualization (self-fulfillment) in their work, and it is only from the performance of the task that 
individuals can enjoy the rewards that will reinforce their aspirations. Compared to hygiene factors, 
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which result in a neutral state, neither satisfied nor dissatisfied, when present, positive motivator 
factors supposedly result in job satisfaction.  
The theory led to the widespread enthusiasm for job enrichment (rotating, enlarging jobs), 
defined as an attempt by management to design tasks in such a way as to build in the opportunity 
for personal achievement, recognition, challenge, and individual growth (Furnham et al., 1999). 
Among other things, this involved attempts to increase individuals’ accountability for their own work, 
increase their control over discrete and varied elements of a particular job and allow workers the 
opportunity to become authorities and experts in relation to those elements.  
According to Simons and Enz (1995) employees from different departments responded in a 
different way to the job rewards offered by the organization, suggesting that individual differences 
and individual-level variables should be considered when designing incentive programs. The 
hierarchical management level may contribute to different employees being motivated by the 
satisfaction of different needs. Individual studies have shown for example that recognition and 
appreciation, rewards and salary, and improving task performance are among the three main factors 
that motivate managers to have a good performance in a number of different contexts (Analoui, 2000; 
Lundin & Soderholm, 1995). However, for lower-level employees, the satisfaction of needs such as 
self-development, teamwork, salary, and rewards seem to have the most impact on triggering 
motivation (Spreitzer, 1995). However, very little has been done to investigate whether there are 
differences among employees at various levels of hierarchy within the same organization. 
Summarising, the general message to emerge from needs-based research is that employees’ 
motivation itself will grow as much as they are allowed to self-actualize, grow, and progress as 
individuals. This conclusion is one that has been reached with a fair degree of consensus and is 
argued to have great relevance in the hospitality industry. It is argued, therefore, that in hospitality 
organizations, one way to develop high performance is to understand, take care of and meet 
employees’ individual needs, such as financial incentives, recognition, and skill development (Riley, 
1996).  
3.3 Individual performance reward and work outcome 
Research in Human Resource Management (HRM) has its origins in the manufacturing 
sector, focusing on investigations into the take-up and impact of particular configurations of “best 
practice” human resource practices that seek “high commitment” and flexibility (Huselid, Jackson and 
Schuler, 1997) and contribute to an organization’s performance and bottom-line results. More 
recently, attention has been drawn to the diffusion of new approaches to HRM within the hospitality 
industry which has historically been dominated by images of poor working conditions and 
underdeveloped HR practices (Lucas, 2002; Worsfold, 1999).  
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Prescriptive accounts of best practice HRM in these service organizations are represented 
by Korczynski in terms of the “new service management school” (Korczynski, 2002: 3). Here, a critical 
source of competitive advantage is perceived to lie in the pursuit of high-quality service, which in turn 
is reliant on a sophisticated approach to HRM, dependent on employers adopting high cost, high skill 
employment strategies as well as the effective utilization of human resources. These features of HR 
strategy are consistent with dominant concepts and metaphors of HRM that focus on notions of high 
commitment and high-performance work systems (Storey, 2001). 
Within the “new service management school” emphasis is typically placed on “soft” HRM 
practices, such as motivation, empowerment, and teamwork. In the hospitality industry, which 
essentially comprises both a production and a service aspect, the creation and provision of services 
from the hotel to the customer are primarily achieved through the employee, i.e. the hotel’s 
representative. In this sense, the employees essentially represent the industry (Schneider and 
Bowen, 1993). The success of this industry, therefore, depends on the caliber of its employees and 
how effectively they are managed in order to help the organization achieve its objectives. It is 
essential for the hotel industry to develop efficient HRM policies and practices that enable it to 
motivate competent employees who contribute to the achievement of its objectives. This requires an 
understanding of what motivates employees (at different levels of management and at different 
stages in their careers) in order to maintain high morale and high performance (Enz and Siguaw, 
2000). If hotel managers can satisfy their employees by understanding their underlying motivations 
better, it will help to retain hotel employees and thus improve customer satisfaction in the long run 
(Morrison, 1996, Tsaur and Lin 2004). 
Performance management includes activities that ensure that goals are consistently being 
met in an effective and efficient manner. A lack of necessary skills, knowledge, management, 
support, and personal priorities, and the discomfort most employees experience when giving and 
receiving feedback, are the forces inhibiting this critical process. Failure to set goals and provide 
ongoing feedback and summary evaluations generally result in employees becoming demotivated 
and can further reduce performance. Effective performance-management systems stand to create a 
vision of success and a climate in which performers want to give their best and strive for continuous 
improvement (Haynes and Fryer 2000). It motivates by recognizing achievement and fostering 
employee development. 
In the last two decades, a number of debates have taken place in the field of Human Resource 
Management and its contribution to organizational performance (Chan, Shaffer, and Snape, 2004; 
Delery, 1998; Paauwe, 2004; Paauwe and Boselie, 2005). In the existing literature, there are three 
different theoretical frameworks: universalistic, contingency, and configurational perspectives (Delery 
and Doty, 1996). These theoretical frameworks provided important theoretical background upon 
which much theoretical and empirical work flourished.  
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The universalistic perspective asserts that there is a simple direct relationship between HR 
practices and organizational performance (Delery and Doty, 1996). As a consequence, universal 
human resource practices are developed that directly influence performance independent of other 
internal or external organizational factors. That is, practices that seek “high commitment” and 
flexibility are always beneficial for organizational success, regardless of organizational and 
environmental influences (Huselid, Jackson and Schuler, 1997).  
The contingency perspective posits an interactive relationship between organizational parts 
(Delery and Doty, 1996). In this sense, there cannot be one common ideal type of HRM system 
against which to evaluate practice. There is instead a range of choices which are appropriate in 
different circumstances. An example would be the evaluation of HRM performance in the context of 
small and medium-sized firms rather than in large organizations (Voves, 1996). 
Finally, the configurational perspective holds that increased effectiveness is attributed to the 
consistency among patterns of relevant contextual and organizational factors. The basic assumption 
of the configurational perspective is that in order to be effective, an organization’s human resource 
policies must be consistent with other aspects of the organization and the competitive environment 
(Doty and Glick, 1994).  
Due to the reason that the whole debate, concerning the three perspectives, is still in its early 
stage, there is no consensus among researchers regarding which is the predominant one. “Any such 
conclusion would be premature because of conflicting research results, but more importantly, 
because the debate is still in its infancy” (Wood, 1999).   
Although it is well accepted that HRM is positively related to organizational performance, there 
is a great need for additional research and quantitative evidence to support the link between HRM 
and performance (Gerhart, 2005) as well as investigations from different contexts. The universalistic 
perspective provides the appropriate theoretical framework for the conduct of our survey since the 
best practices that are implemented by the international luxury hotel chains are not largely 
differentiated depending on their national implementation context. Moreover, the six luxury hotels, 
where we conducted our survey, belong to multinational companies which through their human 
resource policy try to find the best practices in order to receive the best performance from their 
employees and furthermore to improve the organization’s performance.  
3.4 Expectancy and factors influencing motivation  
Based on the expectancy theory, there are two types of motivational factors: intrinsic and 
extrinsic rewards. Intrinsic motivators are obtained through task performance, while extrinsic 
motivators are external factors such as a cash bonus incentive (Herzberg, Mausner & Snyderman, 
1959). Some of the motivational or human needs that influence people are social, biological, 
physiological, ego, spiritual, cognitive, safety, and self-actualization (Honore, 2009; Maslow, 1943). 
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Examples of the intrinsic and extrinsic motivational factors are listed as below 
(Richard & Deci, 2000): 
- a full appreciation of work done; 
- feeling of being involved; 
- sympathetic help with personal problems; 
- interesting work; 
- opportunities for advancement and development; 
- loyalty to employees. 
- Extrinsic factors include 
- good working conditions; 
- tactful disciplining; 
- job security; 
- good wages. 
 
Previous literature has investigated employee motivational factors related to demographic 
groups (e.g., Dipieetro et al., 2014; Kukanja, 2013; Simons & Enz, 1995; Wiley, 1997; Wong et al., 
1999) For instance, Dipietro et al. (2014) reported that, in general, the younger employees ranked 
as having the feeling of being in on things as less significant. Also, the study found that younger 
employees were inclined to be less satisfied with career advancement and development they 
obtained and the job security they experienced.  
On the other hand, Wiley (1997) stated that there were no important differences between 
age groups in his study. Wong et al. (1999) mentioned that employees aged between 16 to 35 
ranked opportunities for advancement and development to be most important, while employees 
aged between 16 and 25 ranked interesting work as the most important motivational factor. 
Kukanja (2013) showed that old employees ranked social security factors as the most important, 
while younger employees were more motivated by flexible working hours. He concluded that the 
motivation of older employees requires a different approach than the motivation of younger 
employees. 
In another study by Simons and Enz (1995), younger and older employees rated wages as 
the most significant factor. However, older workers placed a greater priority on job security and 
favorable working conditions. For the younger generation of workers, after-wages development 
opportunities, and interesting work were their top motivational factors. It can be inferred from this 
study that managers would benefit by providing different motivational incentives for workers of 
different ages (Simons & Enz, 1995). 
Dipieetro et al. (2014) mentioned that men were less motivated than women by both 
“interesting work” and “appreciation for a job well done.” Wiley (1997) stated that men placed more 
value on interesting work, while women placed more emphasis on appreciation for work done. 
Wong et al. (1999) reported that, unlike male employees, female employees ranked job 
motivational factors as most important for them, including feelings of being involved, interesting 
work, appreciation, and praise for work done and good working conditions. Additionally, Kukanja 
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(2013) found that unlike men, women employees ranked money as the most significant motivational 
factor. 
However, in terms of marital status, Wong et al.’s (1999) study found that nonmarried 
employees reported a high preference for interesting work, feeling of being involved, opportunities 
for advancement and development, and appreciation and praise for work done. On the other hand, 
married employees were more likely to achieve a balance between family life and work. 
Consequently, the motivational factors were comparatively less significant to them. The findings 
showed that job security, the feeling of being involved, and opportunities for advancement and 
development were the most important for high positions employees. Sales and marketing 
department employees, showed a greater ranking for interesting work, the feeling of being involved, 
help with personal problems, and the opportunity for advancement and development (Wong et al., 
1999). In terms of education, according to Wong et al. (1999), respondents with higher education 
levels perceived various job-related factors to be more important than did their counterparts with 
comparatively lower education levels. While there were no significant differences between their 
perceptions in relation to two extrinsic factors, namely good wages and job security; respondents 
with a university education or above perceived all the other eight factors to be more important. 
Kukanja (2013) stated that experienced and educated employees valued training and career 
development more than less experienced and educated employees. 
 
3.5 The impact of motivation on employee satisfaction and performance  
Management and co-workers’ support is relevant and important to achieve job satisfaction 
(Edmondson & Boyer, 2013). This is due to two primary reasons. The first reason being that hotel 
employees have stressful jobs because their job entails dealing with customers who have different 
behaviors and emotions (Karatepe, 2011; Kim, Murrmann, & Lee, 2009). Co-workers and 
managerial emotional support is imperative in reducing work-related stress (Beehr, King, & King, 
1990). This helps provide employees with greater energy, devotion, and engagement in the 
workplace. The second reason is that hotel employees carry heavy workloads and perform multiple 
roles (Hayes & Ninemeier, 2007; Karatepe, Yavas, & Babakus, 2007; Kim et al., 2009). Also, 
informative support and guidance from managers are important to help workers cope with tough job 
demands (Elias & Mittal, 2011). Facilitating full investment in work roles is a characteristic of work 
satisfaction and engagement. Within the hotel industry, the work roles of employees demand 
constant interaction 
with customers who have distinct demands and expectations (Karatepe et al., 2007 Kim et al., 
2009). 
Based on Menguc, Auh, Fisher, and Haddad (2013), employees have to comply with 
requirements from the customer and employer. For instance, it is common for hotel guests to 
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request an extension in their checkout times, despite the fact they are notified ahead of time of 
checkout requirements to comply with housekeeping duties (Raubal & Rinne, 2004). In order to 
comply with customer desires, these employees often have to make fast decisions that involve risk. 
Based on this work environment, management support in relation to autonomy, understanding in 
case of failure, and encouragement are motivational factors that allow workers to become proactive 
and motivated to perform which are traits of job satisfaction. Silvestro and Cross (2000) mentioned 
that employees’ satisfaction has a significant correlation with working hours. Consequently, 
employees with less working hours have better performance than those with extra working hours. 
This is because employees with extra working hours are under pressure, which has a negative 
effect on performance. Furthermore, Siu et al. (1997) suggested that providing sponsored 
education, training, and internal transfers enhance employees’ job satisfaction in terms of 
occupation development in their existing positions. Yang (2010) and Baker (2011) mentioned that 
there are some factors that enhance employees’ job satisfaction within the workplace. For example, 
autonomy, advisership, task characteristics, and training programs. By providing these important 
factors, organizations could achieve their employees’ satisfaction. In terms of advisership, 
employees would be more comfortable and confident working within the workplace because they 
would have guidance, in case they need it, on work difficulties that they may face. In terms of task 
characteristics, each job needs an appropriate employee who can perform the job as required. For 
example, a female employee who has children at home prefer to not work in the late-night shifts. In 
terms of training programs, this factor plays an important role in satisfying employees. Training 
programs help to develop personal skills which lead to employees having more experiences. 
 
3.6 Earlier studies on employee motivation and satisfaction 
Kovach (1987) studied and analyzed employee needs and motives at work. In 1946, 
the researcher surveyed managers and employees in relation to what motivated them at work. The 
methodology of the survey was for employees to rank 10 factors that motivated them at work. The 
managers had to choose 10 factors that they believed have motivated the group of employees who 
have participated in the survey. Kovach (1987) found that managers did not know what motivated 
the employees they managed. The top-three motivational factors rated by employees were – 
interesting work, appreciation of a job well done, and a feeling of being in on things. Another finding 
of the study was the fact that wages ranked as the fifth most important motivator. Later studies 
were developed based on Kovach’s 10 motivational factors (Breiter, Tesone, Van Leeuwen, & Rue, 
2002; Charles & Marshall, 1992; Simons & Enz, 1995; Carter, 1997; Dipietro, Kline, & Nierop, 2014; 
Wiley, 1997; Kukanja, 2013). 
A study conducted by Wiley (1997) aimed to explore employees’ motivational factors in their 
work. This study included 460 employees in different industries such as services, health care, 
  
22 
 
insurance, retailing, government agencies, utilities, and manufacturing. Wiley (1997) used a survey 
of the 10 motivational factors in order to determine what motivates employees in their jobs. The 
study’s findings showed that the top-five motivational factors ranked by the employees were good 
wages, full appreciation for work well done, job security, promotion and growth in the organization, 
and interesting work. Therefore, it is understandable that the most important factor for employees 
was good wages. However, sympathetic help with personal problems was ranked as a less 
important motivational factor (Wiley, 1997).  
Wiley (1997) compared his study’s findings with previous research findings, which were 
conducted in 1946, 1980, and 1986 and which were designed to examine the same 10 motivational 
factors. In 1946, the most important factor ranked by manufacturing employees was the 
appreciation for well-done work (Kovach, 1987), while, in the 1980 and 1986 researches, 
manufacturing employees ranked the interesting work as the top concern (Dawson & Dawson, 
1991; Kovach, 1987). In Jamaica, a larger study was performed by Carter (1997), which 
determined that employees in Jamaica were motivated by the same things as employees from 
other parts of the developed world. These motivational factors included being recognized, being in 
on things, and personal growth. This study was modified in relation to Kovach’s motivational 
factors. However, s managers ranked wages, job security, and work conditions as the most 
important motivators to their employees. These motivators differ from what employees ranked as 
most important, indicating that Jamaica’s managers did not know what motivated their workers. Not 
knowing what motivates their employees makes it difficult for Jamaica’s managers to effectively 
motivate the workers, as noted by Delgleish (2008). Knowing information about employee 
motivators can help managers influence human resource policies that can enhance the work 
experience and keep the employees more motivated during work hours. 
Siu et al. (1997) examined Hong Kong’s hotel employees’ motivational work factors 
by using Kovach’s survey because, as they noted, it is not only one of the most known extensively 
surveys, but also it was used by many researchers in order to explore the fundamental motivation 
of employees working in a diversity of industries. Participants of 1245 employees representing 64 
hotels were asked to rank those 10 job motivational factors. The study’s sample included 
employees from nine different departments: public relations, food and beverage, engineering, 
housekeeping, front office, security, marketing and sales, human resources, and financial 
control. 
They reported that the top-three job motivational factors ranked by Hong Kong hotel 
employees are opportunities for advancement, loyalty to employees, and good wages. 
Even though there were little differences, the hotel employee’s fundamental motivations across 
departments are comparatively similar according to the survey’s findings. Therefore, managers may 
want to take the differences into consideration when creating motivational plans. They 
recommended that managers should make the endeavor in order to explore what their employees 
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wish from their functions. Finally, they stated that hotel leaders should understand that their 
employees want not only wages but also respect (Siu et al., 1997). 
Charles and Marshall (1992) analyzed the motivational factors of employees in the 
Caribbean in order to determine differences between them in different locations. They focused on 
differences between motivational factors and demographic factors. Participants in the study were 
mostly female and high school graduates. The study demonstrated that participants were motivated 
by higher wages, good working conditions, and appreciation for a well-done job. For workers of 
higher age, job security became more important to them. People with higher education did not 
seem to care as much about the factor of “help with personal problems”. The study also determined 
that supervisors might have a positive or negative influence on employees; job satisfaction. A 
recommendation of the study was to provide the development of human resource skills for 
managers in order to improve their ability to motivate staff. 
In the United States, Breiter et al. (2002) used Kovach’s motivational factors model 
to survey 239 hotel employees located in a southeastern city in order to analyze motivational 
factors. The response rate of the survey was 69%, which represented 165 respondents. One of the 
study results was that the participants ranked the top three motivational factors as good wages, job 
security, and good working conditions. 
The study revealed that men rated the job security factor higher than women, while 
women ranked wages higher than men. Appreciation for accomplishment factors was considered 
more important for older workers than younger ones. Extrinsic motivational factors were 
considered, in general, more important motivational factors than intrinsic. 
A study performed by Simons and Enz (1995) in the hospitality industry had the the 
objective of determining differences and similarities between industrial workers and hotel 
employees. The study also sought to learn what employees wanted most from work. Employees 
from 12 different hotels from Canada and the United States ranked motivational factors that had 
been utilized previously on a group of employees from the industrial sector (Kovach, 1987). Good 
wages were ranked highest by hotel employees, while job security and opportunity for 
advancement closely followed. 
The findings observed in this study mirror those of the previous studies that have 
examined the 10 motivational factors in employees’ jobs (Simons & Enz, 1995; Charles & Marshall, 
1992; Siu et al., 1997). All these studies proved that the good wages factor was one of the most 
important motivational factors in employee jobs. 
Kukanja (2013) also examined the motivational factors that are most important to food 
service employees who worked in the municipality of Piran, Slovenia. The sample of this study was 
191 employees who worked as waiters in catering facilities: for example, coffee shops, bars and 
restaurants. The study reported that the most significant motivational factors ranked by employees 
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were good wages, followed by flexible working hours and social security. Nevertheless, the training 
factor was low ranked by employees (Kukanja, 2013). 
Dipietro et al. (2014) research aimed to examine the satisfaction of hotel employees in 
Aruba with a diversity of job components to assist hotel management to develop practices and 
policies in a more effective approach that could assist to satisfy employees with their work. The 
population of the study was 175 employees representing four lodging properties in Aruba. Those 
employees were from different departments, including maintenance, front desk, restaurant, 
housekeeping, office staff, and supervision or management. The researchers also adopted 
Kovach’s (1987) model of the 10 motivational work factors. Results of their study reported that the 
top-three motivational factors of Aruba’s lodging employees are “appreciation of a job well done” 
“good wages” and “good working conditions” (Dipietro et al., 2014). Hence, it is understandable that 
previous literature reported that job security was a significant factor to employees (Simons & Enz, 
1995; Charles & Marshall, 1992) but not a case in the Aruba study due to the protective 
employment policy established by the government (Dipieetro et al., 2014). 
 
3.7 Summary conceptual framework 
According to Kagarlitsky (2003), a consolidation of "civil society" will be able to stimulate a 
productive work ethic and harness latent Russian talent. It can be expected that political stability, in 
addition to significant Western investments and a well-managed transfer of technology, will allow 
the Russian workforce to gain momentum towards a better future. 
Politics, economics, and social evolution alone will not change the workplace mindset of 
Russian workers. The Eastern perspective of work and its reward system was created by many 
years of individual subordination to the command system. Kagarlitsky feels that Russian society will 
have to accommodate a commercial and consumer culture for which it is ill-prepared. The 
development of a balanced, skilled, and motivated workforce will require prolonged exposure to an 
enterprise culture in which pay and position are tied directly to effort and the quality of work 
(Kagarlitsky, 1992). 
The literature revealed a positive relationship among employee satisfaction, service quality, 
and customer satisfaction (Bernhardt, Donthu & Kennett, 2000; Chi & Gursoy, 2009; Harter, 
Schmidt, & Hayes, 2002; Koys, 2003; Tornow & Wiley, 1991; Wangenheim, Evanschitzky, & 
Wunderlich, 2007). It suggests that management satisfies employees to improve customer 
satisfaction and service quality (Yee, Yeung, & Cheng, 2008). As a labor-intensive industry, 
hospitality requires human resources to deliver services. Previous studies have shown that 
employees who feel satisfied with their jobs provide a high quality of service, thus resulting in 
higher levels of customer satisfaction (Chi & Gursoy, 2009; Pantouvakis, 2011; Yee et al., 2008). 
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Therefore, it is understandable that there is a relationship between delivering high-quality 
services and job satisfaction among employees. On the other hand, Ozturk, Hancer, and Im (2014) 
noted that employees’ dissatisfaction could reflect negatively on both the performance and 
customer service within the organization in the hospitality industry because “employees become 
part of the product in delivering services to customers” (Ozturk et al., 2014). 
Silvestro and Cross (2000) stated that ownership has a main role in terms of employee satisfaction. 
In other words, employees’ participation in terms of decision making enhances their importance and 
value in the working environment, which leads to positive reflecting on their productivity, quality, 
and business performance. 
In conclusion, job satisfaction tends to reduce both absenteeism and turnover rates and 
leads to continuance commitment and to greater efficiency. 
 
4  Research approach and methods  
This chapter will describe the research design, as well as the methods and procedures used in 
this research. The research includes:  1)description of subjects; 2) sample selection; 3) instrument 
used; 4) methods of data collection and 5) statistical tools used for data analysis. 
 
4.1 Qualitative and quantitative approaches 
For the purposes of the study the sample selection was based on the following criteria: 
1. Lodging operation that was approved by the Russian government. 
2. Hotel to be located in St. Petersburg, Russia. 
3. The total number of employees to be more than 15. 
A structured questionnaire was developed comprising three sections (Appendix 1): 
(1) importance of motivational factors, (2) satisfaction and engagement factors, and 
(3) demographics and background. 
Questioning is a survey form that is conducted in writing and, as a rule, is carried out in 
absentia that is without direct contact between the interviewer and the respondent. It is logical to 
conduct a survey in two cases: 
a) when it is necessary to interview a large number of respondents in a short period of time, 
b) respondents should have enough time to think carefully about their answers having a typed 
questionnaire in front of them. 
The questionnaire is developed on the basis of general survey requirements as well as 
taking into account a number of additional considerations. In the questionnaire you can and should 
put: 
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● Programmatic and thematic questions (questions that arise directly from the research 
program) and procedural and functional questions (which are aimed at optimizing the 
course of the survey); 
● Direct and suggestive questions. The direct ones offer the respondent to express their 
answer and the assuming ones allow them to answer what they want but in a specially 
designated place of the questionnaire; 
● Semi-closed or rather partially open or closed questions to which only part of the answer 
has been given which may not satisfy the respondent so in this case, he will be able to add 
his own option. 
To assess the practical, epistemological and psychological components I propose using a 
questionnaire with a ten-point scale which assesses the personal qualities, theoretical and practical 
skills of a specialist necessary for the successful implementation of his professional activities (1 
point - corresponds to a lack of quality, 10 points  - to its maximum expression). 
To assess the work of the HR department for identification of the socio-psychological climate I 
suggest using a questionnaire with answer options. 
I’ve developed questionnaires in which employees assessed competencies which in their 
opinion are necessary for working in the modern hotel business. Two types of questionnaires were 
developed - one intended for employees of HR & Training and Front Office departments (Appendix 
1) and other for employees only from Front Office department (Appendix 2). 
The purpose of the questionnaire was to identify the degree of qualifications and 
competences of hotel staff, the degree of satisfaction with the position they have, their career plans, 
the degree of equity between salaries/bonuses and employees’ competencies.  
In a survey of employees of the HR department, I have developed several tables of competencies 
and divided them into 3 groups. 
The first group examined the communicative competencies required for the position of 
Receptionist. For example, mastery of verbalization techniques, modesty, and tact, the ability to 
communicate with visitors, the ability to convey rational and emotional information, and others. 
The second group reflected on competencies that are important for independent work as a 
Receptionist, namely: need, desire, and readiness for professional improvement, creative self-
realization in work, independence, and stress resistance. 
The third group considered competencies that reflect professional knowledge and skills that 
a person holding the position of a Receptionist should possess. This includes such skills as the 
ability to constructively resolve conflicts, the ability to predict the situation with sudden changes in 
working conditions, fluency in English at a high professional level, knowledge of practical skills in 
working with office equipment, knowledge of the rules of the internal work schedule, the basics of 
modern computer programs, the basics of business ethics, etc. 
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4.2 Data collection process 
The researcher set up a series of interviews with a Human Resource Manager of the Belmond 
Grand Hotel Europe during which present employee benefits and employee motivation was 
discussed. The purpose of these interviews was for the researcher to learn about the Belmond 
Hotel, its employees and the current benefit package offered to them. The researcher has also 
asked permission from the Human Resource Manager of the hotel to distribute the research 
surveys. 
Having received the cover letter stating the purpose of the study as well as a sample of 
the research questionnaire the Human Resource Manager granted the permission to 
distribute the surveys. 
The questionnaires were written in Russian. During a period of one week, they were 
distributed to employees of the following two departments of the hotel: Human Resources and 
Front Office. 
The surveys were being distributed in the beginning of a work day, during employee breaks 
and at payroll times to be collected two weeks later. The completed surveys were gathered by the 
employee of the Human Resources department and then they were collected by the researcher. 
 
4.3 Data analysis process 
The general population refers to objects that are subject to a time-bound study program. 
General population: employees of the organization. 
A sample population is a part of the objects of the population that acts as objects of observation. 
Sample population: two groups.  
First - 17 employees holding positions at the Front Office department.  
This group included: 1 - Front Office Manager, 1 - Deputy of Front Office Manager, 3 - Senior 
Receptionists, 7 - Receptionists, 5 - Night Receptionists. 
Second – 7 employees of HR department including: 1- HR Director, 3 - HR Specialists, 2 -
Recruiters, 1 – Training Manager. 
 
This part presents the profile of respondents in terms of demographic and industry 
characteristics. Table 1 presents the demographics characteristics of the respondents regarding 
their gender, age, marital status, education, foreign language knowledge, and years spent working 
at the hotel. 
Table 1: Demographic & Employment characteristics of employees working at the Front 
Office department at Belmond Grand Hotel Europe 
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Gender 
Male 6 
Female 11 
Age 
18 – 24 years old 13 
25 – 34 years old  3 
35 – 44 years old 1 
Marital status 
Single 14 
Married 3 
Divorced - 
Education 
High school degree 5 
Bachelor degree 9 
Master’s degree 3 
Doctorate - 
Knowledge of foreign 
languages 
English 17 
German 1 
French 2 
Italian 1 
Years in current hotel 
 
Less than 1 year 5 
1 – 3 years 8 
3 - 5 years 4 
Over 5 years - 
Years in hospitality 
 
Less than 1 year 6 
1 - 3 years 6 
3 – 5 years 4 
More than 5 years 1 
Years in current position 
 
1 year 8 
2 years 5 
3 years 3 
4 years - 
Over 5 years 1 
Promotions in the current 
hotel 
Never 10 
Once at the same 
department 
3 
Once from another 
department 
1 
Several times at the same 
department 
3 
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Several times from another 
departments 
- 
 
 
Table 2: Demographic characteristics of employees working at the HR department  
 
Gender 
Male - 
Female 7 
Age 
18 – 24 years old 1 
25 – 34 years old  2 
35 – 44 years old 4 
Marital status 
Single 2 
Married 5 
Divorced - 
Education 
Bachelor degree 6 
Master’s degree 1 
Doctorate - 
 
The vast majority of respondents were female (11 employees from FO department and 7 
employees from HR department). Most employees at FO were aged between 18 and 24 and the 
majority of them have just graduated from universities and have Bachelor’s degrees. Three 
employees have a Master’s degree out of which is FO Manager, her Deputy, and one Receptionist. 
The last one got her degree abroad. 82 % of respondents from FO were single and 71 % of 
respondents from HR on the contrary were married.  
47 % of the respondents from FO have been employed in their current positions for only one 
year, 29 % for two years, 17 % for three years and FO Manager works for this hotel for more than 5 
years.  
The majority of employees (59 %) never have been promoted in this hotel. One person from 
this amount is FO Manager who came to the hotel on her current position and she did not need 
promotion like the rest. Three employees had been promoted several times within this department, 
such as Deputy of FO Manager started her career as a Receptionist, then she got the place of 
Senior Receptionist and after some time she was promoted to the Deputy as this position has 
become vacant because the former Deputy went on maternity leave. Two other employees were 
advanced from Receptionists to Senior ones as they showed good results of their work, always had 
good reviews from guests and spend enough time on their previous positions in order to start 
supervising and training newcomers. One employee got his promotion to FO from the Room 
Service department as he showed himself as a responsible and hard-working person and he 
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expressed his desire to be more eye-to-eye contact with hotel guests. His knowledge of English 
was enough for getting this promotion, so he was transferred to this outlet.  
 
4.4 Reliability and validity 
Conduct validity was evaluated primarily by use of the following data: 
• Attendance. Since job motivation was expected to be causally related to attendance, 
questionnaire items intended to measure job motivation were related to attendance data. 
• Turnover. Identification with the work organization was expected to be causally related to 
turnover. These data are described further in the section on the "Identification" measure. 
• Productivity. Measures of job motivation were related to data on productive efficiency. 
• Job Characteristics. Motivation and morale measures were also related to a number of 
aspects of the job situation — e.g., employee participation in decision-making, opportunities 
for achievement on the job — with which they might be expected to be causally associated. 
Test-retest reliability was assessed principally by re-administering the questionnaire to a 
group of 17 employees of the hotel. 
The subjects were asked to fill out Russian language questionnaires pertaining to the effect 
of benefits on motivation for employees working at Front Office outlet. Subjects were both male and 
female of different ages. All employees worked full-time for the hotel. In fact, there are no part-time 
employees working for the GHE hotel. Each employee has his/her individual working schedule and 
the number of hours that the employee works cannot be less than 8 per day, (or 40 per week). All 
of the employees speak English fluently.  All of the hotel's employees are eligible to receive similar 
benefits which include: financial assistance, special year-end bonuses, free meals from the hotel's 
cafeteria, free medical services, free hotel stays, and a New Year's party. 
 
 
5 Research results 
5.1 Results from Human resource department  
After analyzing the first table (paragraph 1.1 – 1.28) from Appendix 1 which is called 
"Professional knowledge and skills of employees of FO department in the hotel business" I got a 
diagram of the following form.  
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This diagram clearly shows how each of the interviewees answered the question. The value 
of “10” corresponds to a high degree of importance of possessing one or another competency and 
the value of “1” corresponds to the least important. Employees from both departments unanimously 
rated several competencies at the highest points: 
● The ability to constructively resolve conflicts (par.1.1) 
● Ability to predict the situation with sudden changes in working conditions (par.1.6) 
● Proficiency in English language (par.1.7) 
● Knowledge of the basics of business ethics (par.1.13) 
● The ability to build verbal and written speech logically and clearly (par.1.15) 
● The ability to analyze the consumers’ behavior (par.1.24) 
 
It is worth noting that these competencies are indispensable not only for employees of FO 
department but also for all personnel working in the hotel business. 
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The lowest scores from HR department were given to such competencies as: 
● Possession of methods of analysis of your own working activity (par.1.4) 
● The ability to analyze financial statements (par.1.14) 
● The ability to effectively organize group work (par.1.22) 
● Knowledge of the system of connection between production and other functional strategies 
of companies in order to prepare balanced management decisions (par.1.26) 
● Employees from FO outlet also rated at the lowest score: 
● Knowledge of the rules of the internal workplace regulations (par. 1.10) 
● Knowledge of hotel routing (par. 1.11) 
● Knowledge of the basic values of the world culture and the ability to rely on them in your 
personal and cultural development (par.1.12) 
 
Of course, it cannot be argued that these competencies aren’t not needed by employees of 
FO at all but can be said for sure that they are not fundamental. 
When considering the second table (paragraph 2.1-2.12) from Appendix 1 “Additional 
competencies of employees of FO department in the modern hotel business” also received a 
diagram.  
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The most appreciated competencies are: 
● The ability to understand yours and others emotional state (par.2.1) 
● Tolerance (par.2.2) 
● Honesty and Integrity (par.2.3) 
● Stress resistance (par.2.11) 
● Possession of various ways to resolve conflict situations (par.2.12) 
 
The lowest rating was given to such competencies as: 
● Optimism (par.2.6) 
● Creative self-realization in work (par.2.8) 
● Entrepreneurship and initiative (par.2.9) 
 
Looking at this chart we can say that the item “stress resistance” was marked as one of the 
most important not in vain as the daily responsibilities of the Receptionist can be modified day by 
day depending on the season, the workload of the hotel or for example from the wishes of the hotel 
guests. 
The ability to recognize the emotional state of others is also very important because on this 
depends will the hotel guest be satisfied with the service or not. And of course, this helps to smooth 
out or completely avoid conflict situations. 
Such a point as “creative self-realization” is not so much important as impossible. In the 
modern world work at the reception is automated and as a result, employees work only with office 
equipment and the standards of behavior and appearance which are regulated in their job 
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descriptions. Thus, employees are in certain limits and submit to organizational standards, violation 
of which can lead to loss of work. 
 
5.2 Results from Front Desk employees 
Next, I analyzed the data collected after a survey with employees working at the Reception. 
During the monitoring of the salaries of Receptionists in different 5 stars hotels in the city, I received 
approximately equal amounts differing from each other by several thousand rubles up or down. 
 
Figure 1 Salary of Receptionist in different 5* hotels in St. Petersburg 
 
When I was asking how much more should be the monthly salary of the Receptionist, I was 
getting similar opinions of the interviewees and they reflected the following: 
 
Figure 2 Desired salary increase in percent by employees of FO department 
  
35 
 
Definitely wages at this position should be higher as in addition to official duties there is a 
great responsibility for Receptionists. They are the first who meet guests, escort them to their 
rooms, help not to feel the slightest discomfort, and are the “face” of the hotel. The receptionist 
should make a good first impression on a guest so that he would like to come to this hotel again 
and again. As an example, I can cite the motto of the Grand Hotel Europe: "You will never have a 
second chance to make a first impression." This means that employees of the Reception do not 
have the right to make a mistake they should always provide only the best service for hotel visitors. 
Also, FO employees are responsible for material damage to the organization, for offenses, and 
proper performance / non-performance of their duties.  
Moreover, 70% of the working staff are not satisfied with their earnings and are considering 
the option of changing job. 
 
Figure 3 Level of satisfaction of FO employees with their earnings 
 
Most of the interviewees are working as Receptionists for about 2 years. For some of them, 
this work has become routine and boring, someone does not see prospects in this industry and 
some simply do not want to continue to work in a hotel. When identifying the degree of “satisfaction 
with the position held” 60% of the respondents revealed dissatisfaction with their position. 
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Figure 4 Desire of employees of FO department to change their job 
 
  
The consequence of this may be a high turnover of staff in this position. In order to avoid 
this hotel management needs to establish a strong bonus system for the qualifications and 
competencies of the FO staff. This will be a good stimulating factor supporting the desire of 
employees to continue to work on this position. 
Moreover, the company HeadHunter.ru conducted a study in which it turned out that 
basically people have been working as Receptionists for no more than two years. Based on this, it 
can be said that people holding the position of Receptionists do not consider their position from the 
most optimistic point of view. For most people this work is temporary and almost everyone is in 
search of a more paid and promising job. 
But despite some difficulties, it can be noted that with diligence, the availability of education, 
self-improvement, development of your own competencies and abilities the post of Receptionist is 
one of the steps for gaining another professional role or career prospects. If a person is purposeful 
and wants to develop as part of the hotel business working at FO is a win-win option. The only thing 
you will need is diligence and patience before the long-awaited increase. 
 
5.3 Research summary and discussion 
As studies showed, the majority of the Front Desk workers aren’t satisfied with their 
position. The amount of responsibility and the working conditions are matched nor by the salary, 
neither by the personal treatment they receive. This leads to a two-sided problem.  
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On one hand - the employees aren’t feeling that they are being valued and therefore are not 
motivated to fully give in to their responsibilities. A lot depends on the relationship with their 
supervisor as many actual work regulations are often not documented in the contract. Bathroom 
breaks, smoke breaks, and even the usage of mobile devices at the working place could become 
an issue and, if the supervisor feels like it, might be punishable by fine. This leads to the cuts from 
the salary, working extra hours unpaid, and taking on the duties that are not in the contract 
originally. 
On the other hand - due to noticing the lack of motivation - managers quite often don’t view 
their workers as essential to the team and consider everyone as easily replaceable. With this 
approach in mind, they try to embrace an almost army-like way of direction. It means, that any 
disagreement could lead to the Front Desk workers’ salary reduction and even to the loss of the 
position. Many Front Desk workers stated that that they don’t feel comfortable expressing their 
opinion and provide their ideas of improving the working conditions as it could easily cost them their 
financial stability.  
The problem is - with workers not feeling safe to express their ideas and with managers 
trying their hardest to maintain status-quo - no significant change is possible. The fact that pretty 
much all major hotels keep the offered salaries at the same level doesn’t help either as it eliminates 
the need to be competitive in order to get the best staff. Instead, managers are always counting on 
the fact that they could simply hire new people.  
That’s where worker unions could come in handy. Unfortunately, the culture of unions isn’t 
particularly established in Russia. In comparison - in Europe or the US - unions are the reason why 
companies are forced to treat their employees better and actually listen to their needs. For 
example, in 2018 the 2-day strike of Ryanair’s air stewards led to the cancelation of more than 400 
flights and cause Ryanair serious financial losses. That forced Ryanair to review their salary policy 
and working conditions. In order not to lose their employees and -  what is probably more important 
for airline companies’ executives - not to face similar financial damages, other airlines had to adjust 
their conditions as well. 
In Russia, however, unions don’t have this kind of power. While the right to strike is, in fact, 
a part of Russia's Labor Code, in practice strikes are extremely rare. As a massive part of the 
actual work conditions and relationships aren’t documented in the contracts, it is almost impossible 
to prove that the company is violating its employees’ rights in any way. Moreover, as salaries are 
often combined of two parts - the official salary and “bonuses”, that are being paid for maintaining 
an expected performance - the workers fear that if they push for higher wages, the company might 
increase the “official” salary, but cut the bonuses which will lead to the reduction of an actual 
income. That is what actually happens to medical workers right now. During the COVID-19 crisis, 
the Russian government stated that medical staff who worked with COVID-19 patients should 
receive extra-payments. Hospitals fulfilled the obligation by giving these additional payments to the 
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staff but cutting the other bonuses. So, in the end, during the pandemic, the workers who had to 
risk their lives and contact with the diseased got paid even less than they used to before the crisis. 
With the hotel industry not being of any interest to the government and no unions actually 
representing the staff’s interests, Front Office workers have no one to count on. At the same time,  
hotel management should realize that the workers’ dissatisfaction will eventually lead to a drop in 
service quality. Platforms like AirBnB keep getting more popular with tourists and could cause the 
diminishment of regular hotel bookings. To keep attracting customers, the benefits of staying in the 
hotel should outweigh its expensiveness and it could not be achieved with the demotivated and 
indifferent staff.  
 
6 Conclusion and recommendations 
Belmond Grand Hotel Europe, among other Saint-Petersburg’s hotels, keep experiencing 
high staff turnover due to the lack of satisfaction among its employees. Despite being one of the 
most expensive hotels in the city and providing luxury services to accommodate almost any guests’ 
needs, its treatment of its own staff, specifically from the Front Office department, requires a lot of 
improvement. 
The research I’ve conducted indicates a serious problem that is yet to be solved. Low 
wages and the absence of career opportunities lead to employes not thinking of a job at the hotel 
as of something for the long-term. The requirements for the staff are quite high as the hotel expects 
the personnel to have previous experience in the same field and to speak at least English as a 
second language. Staffs appearance is also a matter of control - even the socks have to be the 
allowed color. People often have to take on the responsibilities that are not in the contract and work 
extra hours. With that in mind, it is no wonder that “stress resistance” is listed among the main 
conditions for the potential workers. 
At the same time - it would be unfair to say that the hotel management does nothing to 
improve the lives of its workers. It does provide various trainings (including English classes) and 
free meals as well as gives employees a special discount on staying at the hotel. The working 
schedule is also quite flexible which is quite important for students and people with multiple jobs. 
Also, all the staff members are employed “officially” and are receiving the full social package. It 
might not (and in a perfect world - shouldn’t) seem like something worth mentioning as “official” 
employment is typically expected from any established company. However, the reality is - too many 
people in Russia are working without any contracts due to the tax regulations and the unwillingness 
of employers to take on any additional responsibilities (including paying for days the employee was 
sick or for the “official vacation”). In this regard, Belmond Grand Hotel Europe takes better care of 
its workers than many other companies. 
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Belmond Grand Hotel Europe’s Human Resource department does try to follow the “new 
service management school” and declares an emphasis on motivation, teamwork, and 
empowerment. However, quite often these stated values differ from the actual in-work relationship 
and the only thing that is desired from the workers is complete obedience. More than half of Front 
Office employees are dissatisfied with their position and describe their job as boring and routine. 
 The research shows us, that the majority of Front Office workers feel undervalued and it is 
up to the hotel management to change it. Some of the steps on the way to raising employee’s 
motivation could be: 
1) Seasonal compensations / bonuses. It’s no secret that during late spring - summer - early 
autumn more tourists are visiting Saint-Petersburg and the hotel’s workload is much higher. 
it would only be fair if the salary will reflect that as well. 
2) More non-financial bonuses - perhaps a dinner at the hotel’s restaurant once a month, as an 
example. Point is - employees should be enthusiastic about the hotel and the benefits it 
provides outside the financial income. 
3) A clear understanding of career opportunities, the ability to grow as a professional by 
working at the hotel. Personnel should be certain that promotion is possible and that their 
skills and expertise are valued and being taken into the account. 
 
Belmond Grand Hotel Europe provides an amazing and unforgettable experience for all its 
guests. Every year thousands of people from all over the world are choosing it as a home for the 
period of their stay and as it is important to make them feel as comfortable as possible - it is equally 
important to make feel comfortable those, who are responsible for this comfort. No true joy, nor 
happiness are possible if the price for that is depression and apathy of the people who are 
providing the service. Luckily, the hotel management has all it takes to make a difference and the 
only thing they need is a will to make it. 
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Questionnaire 
Please read the following paragraph before you answer any questions in the survey. 
I understand that by returning this survey, I am giving my consent to participate in the study. I 
understand the basic nature of the study and agree that there is no risk. I also understand the 
potential benefits that might be realized from the successful completion of this study. I am aware 
that the information is being sought in a specific manner so that no identifiers are used and that 
confidentiality is guaranteed. I realize that I have the right to refuse to participate and that my right 
to withdraw from participation at any time during the study will be respected with no coercion or 
prejudice. 
All information will be processed, only statistical data will be used. 
 
Please check the most appropriate response: 
1. Gender: 
a. male  
b. female 
2. Age 
a. 18 to 24  
b. 25 to 34  
c. 35 to 44 
3. What is your marital status? 
a. single 
b. married 
c. divorced 
4. What is your educational background? 
a.  High school degree 
b. Bachelor degree 
c. Master’s degree 
d. Doctorate 
5. In what department of the hotel are you currently employed? 
a. Front Office department 
b. Human Resources department 
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Appendix 1 
Express your opinion by circling the corresponding number in each question. 
 
1. Which professional skills and knowledge should an employee working at Front Office 
department in the hotel business have? 
№ Competencies 
Most Important 
10 
Least Important 
1 
1.1 
The ability to resolve conflicts 
constructively 
10     9     8     7     6     5     4     3     2     1 
 
1.2 Initiative and enterprise 
10     9     8     7     6     5     4     3     2     1 
 
1.3 
Ability to find new solutions 
/approaches in known tasks 
10     9     8     7     6     5     4     3     2     1 
 
1.4 
Being familiar with analysis 
methods of your own activity 
10     9     8     7     6     5     4     3     2     1 
 
1.5 
Knowledge of modern HR 
methods and technologies 
10     9     8     7     6     5     4     3     2     1 
 
1.6 
Ability to predict the situation 
with sudden changes in working 
conditions 
10     9     8     7     6     5     4     3     2     1 
 
1.7 Proficiency in English language 
10     9     8     7     6     5     4     3     2     1 
 
1.8 
Domain of work skills with office 
equipment 
10     9     8     7     6     5     4     3     2     1 
 
1.9 
Ability to work with big data 
collected from the global 
computer networks and 
corporate information programs 
10     9     8     7     6     5     4     3     2     1 
 
1.1
0 
Knowledge of the rules of the 
internal workplace regulations 
10     9     8     7     6     5     4     3     2     1 
 
1.1
1 
Knowledge of hotel routing 
10     9     8     7     6     5     4     3     2     1 
 
1.1
2 
Knowledge of the basic values of 
the world culture and the ability 
10     9     8     7     6     5     4     3     2     1 
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to rely on them in your personal 
and cultural development 
1.1
3 
Basic knowledge of business 
ethics 
10     9     8     7     6     5     4     3     2     1 
1.1
4 
To be able to interpret financial 
reports and raise questions 
about an entity’s performance 
10     9     8     7     6     5     4     3     2     1 
 
1.1
5 
The ability to have logical and 
clear speech and writing 
10     9     8     7     6     5     4     3     2     1 
 
1.1
6 
Be familiar with the methods of 
strategic, tactical and operational 
decision-making while managing 
the organization operations 
10     9     8     7     6     5     4     3     2     1 
 
1.1
7 
Ability to act in accordance with 
the rules and norms of labor 
protection, safety measures, 
industrial sanitation and fire 
protection 
10     9     8     7     6     5     4     3     2     1 
 
1.1
8 
Ability to use regulatory legal 
documents in your activities 
10     9     8     7     6     5     4     3     2     1 
 
1.1
9 
Ability to find competent 
employees and set clear 
objectives to them 
10     9     8     7     6     5     4     3     2     1 
 
1.2
0 
The ability to assess the impact 
of the macroeconomic 
environment on the functioning 
of organizations 
10     9     8     7     6     5     4     3     2     1 
 
1.2
1 
The ability to take into account 
the consequences of managerial 
decisions and actions from a 
position of social responsibility 
10     9     8     7     6     5     4     3     2     1 
 
1.2
2 
Ability to organize work in group 
as effective as possible 
10     9     8     7     6     5     4     3     2     1 
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1.2
3 
Knowledge of all departments, 
employees and their 
responsibilities at work 
10     9     8     7     6     5     4     3     2     1 
 
1.2
4 
Ability to analyze consumers 
behavior and needs and demand 
formation 
10     9     8     7     6     5     4     3     2     1 
 
1.2
5 
Knowledge of the economic 
foundations of organizations 
behavior 
10     9     8     7     6     5     4     3     2     1 
 
1.2
6 
Knowledge of interconnection 
between production and 
functional strategies of the 
company in order to prepare 
balanced management decisions 
10     9     8     7     6     5     4     3     2     1 
 
1.2
7 
Ability to select and analyze 
information needed to perform 
specific calculations 
10     9     8     7     6     5     4     3     2     1 
 
1.2
8 
Ability to compose office 
documents and speak modern 
business language 
10     9     8     7     6     5     4     3     2     1 
 
 
 
 
 
 
2. What additional competencies are needed by the employ6ee of Front Office department in a 
modern hotel business? 
№ Competencies 
Most Important 
10 
Least Important 
1 
2.1 
Ability to sense emotional 
state of your colleagues and 
yourself 
10     9     8     7     6     5     4     3     2     1 
 
2.2 Tolerance 10     9     8     7     6     5     4     3     2     1 
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2.3 Honesty and Integrity 10     9     8     7     6     5     4     3     2     1 
2.4 
The ability to recognize clients 
psychological defense 
mechanisms 
10     9     8     7     6     5     4     3     2     1 
2.5 
Need, aspiration and 
readiness for professional 
development 
10     9     8     7     6     5     4     3     2     1 
 
2.6 Optimistic 10     9     8     7     6     5     4     3     2     1 
2.7 Observation 10     9     8     7     6     5     4     3     2     1 
2.8 
Creative fulfillment of your 
work 
10     9     8     7     6     5     4     3     2     1 
 
2.9 Entrepreneurship and initiative 
10     9     8     7     6     5     4     3     2     1 
 
2.10 Independency 10     9     8     7     6     5     4     3     2     1 
2.11 Stress resistance 10     9     8     7     6     5     4     3     2     1 
2.12 
Possession of various conflict 
resolution methods 
10     9     8     7     6     5     4     3     2     1 
 
 
Please express your opinion on a number of issues related to the level of remuneration at the post 
of receptionist in the hotel business. 
 
3. What is the size of the monthly emoluments of the employee holding the position of 
Receptionist?  _______________________________________ 
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4. What is the average level of remuneration for this position of Receptionist in 
St.Petersburg?_______________________________________ 
 
5. What amount of the base salary should for a Receptionist in your opinion? 
__________________________________________________ 
 
6. What is the amount of remuneration for a similar position in a competing firm? 
a. 5000 rubles more 
b. 7000 rubles more 
c. 3000 rubles less 
d. 1500 rubles less 
e. salary is the same 
 
7. Does in your hotel size of the salary depend on employees’ qualifications? 
a. affect 
b. affect but not significantly 
c. little impact 
d. does not affect 
 
8. Does the seasonality factor affect the size of the bonus paid to the employee? 
a. affect 
b. affect but not significantly 
c. little impact 
d. does not affect 
9. In your opinion what should be number of bonus which will affect labor efficiency? 
a. up to 5% of monthly salary 
b. from 5% to 10% of monthly salary 
c. from 10% to 15% of monthly salary 
d. from 15% to 20% of monthly salary 
 
 
Thank you for taking time to complete this survey. 
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Appendix 2 
Questionnaire  
Please express your opinion on a number of questions related to your work and your team. 
Before answering each question carefully read all the available answers and circle the 
corresponding answer that matches your opinion. 
1. Your position_______________________________________________ 
 
2. How long are you working in the hotel industry? 
a. less than 1 year 
b. 1 to 3 years 
c. 3 to 5 years 
d. more than 5 years 
 
3.How long are you working at the Belmond Grand Hotel Europe? 
a. less than 1 year 
b. 1 to 3 years 
c. 3 to 5 years 
d. more than 5 years 
 
4. Please list foreign languages you know: 
____________________________________________________________ 
 
5. How many years you are working in your current position? 
a. less than 1 year 
b. 1 to 3 years 
3. 3 to 5 years 
d. more than 5 years 
 
6. How long are you working at the Belmond Grand Hotel Europe? 
a. less than 1 year 
b. 1 to 3 years 
c. 3 to 5 years 
d. more than 5 years 
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7. If you had promotions during your career path in the Belmond Grand Hotel Europe please 
specify the frequency. 
a. never 
b. once at the same department 
c. once from another department 
d. several times at the same department 
e. several times from another departments 
 
8. How long do you plan to work in this position? 
a. until the end of the season 
b. another year or two 
c. no more than 5 years 
d. difficult to answer 
 
9. Are you satisfied with your work? 
a. totally satisfied 
b. rather satisfied than not 
c. difficult to answer 
d. rather unsatisfied 
e. completely dissatisfied 
 
10. Are you planning to change your job? 
a. yes, I plan 
b. no, I do not plan 
c. difficult to answer 
 
11. Suppose that for some reason you are temporarily not working, would you return to your current 
job? 
a. yes 
b. no 
c. difficult to answer 
 
12. Are you satisfied with your earnings? 
a. totally satisfied 
b. rather satisfied than not 
c. difficult to answer 
d. rather unsatisfied 
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e. totally dissatisfied 
 
13. For you position of a Receptionist is a profession or a way to earn money? 
Express your opinion by circling the corresponding number on the scale. 
Earning          Profession 
                     5       4      3        2       1        0        1      2        3        4      5 
 
14. Have you been trained as a Receptionist? 
a. yes, I had a supervisor 
b. yes, I attended trainings in the hotel 
c. I was only instructed 
d. nobody taught me, I immediately started working independently 
 
15. If you were trained, how long did it take? 
a. a couple of days 
b. 2-3 weeks 
c. 1 month 
 
16. Please give in the percent what your salary consists of: 
Monthly salary 
Monthly 
bonuses 
Qualification 
Award 
% from your 
working 
experience 
Total 
     
 
17. You were offered a job in the same position but in another hotel, for what increase in your salary 
would you agree? ___________________ rubles. 
 
18. Do you consider the job in the position that you are occupying prestigious and promising? 
a. yes 
b. rather yes 
c. rather no 
d. difficult to answer 
 
19. What additional benefits do you see while working in your position at Front Office department?  
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(Rate the degree of every parameter) 
 
 
 
 
Most 
Important 
            
Least 
Important 
14.
1 
Work helps me to improve 
proficiency in foreign language s 
5 4 3 2 1 
14.
2 
Work promotes networking in the 
hotel industry  
5 4 3 2 1 
14.
3 
Work is prestigious 5 4 3 2 1 
14.
4 
The work is interesting as you 
work with different type of clients  
5 4 3 2 1 
14.
5 
Work is convenient and easy to 
learn 
5 4 3 2 1 
14.
6 
The work is promising as it is 
possible to increase existing 
competencies and gain new ones 
5 4 3 2 1 
14.
7 
Career opportunities in the hotel 5 4 3 2 1 
14.
8 
Career opportunities in another 
hotel of the current hotel chain 
abroad 
5 4 3 2 1 
 
 
 
Thank you for taking time to complete this survey.  
